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ABSTRAK 

 

Putri Nazema, NIM: 2110411320074 (2021). “Pelayanan Publik Melalui Sistem 

Antrean Online di Rumah Sakit Bhayangkara Kota Banjarmasin”,Di Bawah 

Bimbingan  Ibu Avela Dewi, S.Sos, M.Si  
 

Pelayanan publik di bidang kesehatan merupakan salah satu bentuk 

pelayanan dasar yang harus diselenggarakan secara efektif, efisien, dan berorientasi 

pada kepuasan masyarakat. Seiring dengan perkembangan teknologi informasi, 

Rumah Sakit Bhayangkara Banjarmasin sebagai institusi pelayanan publik telah 

menerapkan sistem antrean online sebagai upaya peningkatan kualitas pelayanan 

kepada masyarakat. Penelitian ini bertujuan untuk mengetahui bagaimana 

pelayanan sistem antrean online di Rumah Sakit Bhayangkara Banjarmasin serta 

mengidentifikasi faktor-faktor penghambat dalam pelaksanaannya sebagai bagian 

dari pelayanan publik. 

Penelitian ini menggunakan metode penelitian kualitatif dengan pendekatan 

deskriptif. Pengumpulan data dilakukan melalui wawancara, observasi, dan 

dokumentasi dengan informan yang terdiri dari Kepala Bagian Pelayanan, petugas 

pelayanan, serta pasien sebagai pengguna layanan publik. Analisis data dilakukan 

melalui tahapan reduksi data, penyajian data, dan penarikan kesimpulan. 

Hasil penelitian menunjukkan bahwa pelayanan sistem antrean online di 

Rumah Sakit Bhayangkara Banjarmasin telah berjalan dan terintegrasi dengan 

tahapan pelayanan publik di bidang kesehatan, mulai dari pengambilan nomor 

antrean, pemenuhan persyaratan administrasi, verifikasi identitas pasien melalui 

rekam biometrik berupa rekam mata dan sidik jari, pelayanan konsultasi kesehatan, 

hingga pelayanan farmasi dalam proses mendapatkan resep obat. Penerapan sistem 

antrean online ini mampu meningkatkan keteraturan pelayanan, transparansi 

prosedur, serta efisiensi waktu pelayanan bagi masyarakat. Namun demikian, dalam 

pelaksanaannya masih ditemukan beberapa hambatan, antara lain kendala teknis 

sistem dan jaringan internet, keterbatasan pemahaman masyarakat terhadap 

penggunaan teknologi digital, khususnya pada kelompok lanjut usia, 

ketidaklengkapan persyaratan pelayanan, serta belum optimalnya integrasi data 

antarunit pelayanan. 

Berdasarkan hasil penelitian tersebut, dapat disimpulkan bahwa sistem 

antrean online sebagai bagian dari pelayanan publik di Rumah Sakit Bhayangkara 

Banjarmasin memberikan manfaat dalam meningkatkan kualitas dan efektivitas 

pelayanan kesehatan. Namun, diperlukan peningkatan sosialisasi, pendampingan 

kepada masyarakat, serta penguatan infrastruktur dan koordinasi antarunit 

pelayanan agar pelayanan publik berbasis teknologi dapat berjalan lebih optimal, 

inklusif,  

Kata Kunci: Pelayanan Publik, Sistem Antrean Online, Rumah Sakit Bhayangkara 

Banjarmasin 
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ABSTRACT 

Public service in the health sector is a fundamental form of service that must 

be delivered effectively, efficiently, and oriented toward public satisfaction. Along 

with the development of information technology, Bhayangkara Hospital 

Banjarmasin, as a public service institution, has implemented an online queue 

system as an effort to improve the quality of health services for the community. This 

study aims to examine the implementation of the online queue service at 

Bhayangkara Hospital Banjarmasin and to identify the inhibiting factors in its 

implementation as part of public service delivery. 

This research employed a qualitative method with a descriptive approach. 

Data collection techniques included interviews, observation, and documentation. 

The informants consisted of the Head of the Service Division, service officers, and 

patients as users of public health services. Data analysis was conducted through 

data reduction, data presentation, and conclusion drawing. 

The results indicate that the online queue service at Bhayangkara Hospital 

Banjarmasin has been implemented and integrated with various stages of public 

health services, including online queue registration, fulfillment of administrative 

requirements, patient identity verification through biometric recording such as eye 

scanning and fingerprint recognition, health consultation services, and pharmacy 

services for obtaining prescriptions. The implementation of this online queue 

system has contributed to improved service orderliness, transparency of 

procedures, and efficiency of service time for the public. However, several 

obstacles remain, including technical issues related to system performance and 

internet connectivity, limited public understanding of digital technology—

particularly among elderly patients—incomplete fulfillment of service 

requirements, and suboptimal data integration among service units. 

Based on these findings, it can be concluded that the online queue system, 

as part of public service innovation at Bhayangkara Hospital Banjarmasin, 

provides tangible benefits in enhancing the quality and effectiveness of public 

health services. Nevertheless, further efforts are required in terms of public 

socialization, user assistance, and strengthening infrastructure and inter-unit 

coordination to ensure that technology-based public services can be delivered more 

optimally, inclusively, and equitably. 

Keywords: Public Service, Online Queue System, Bhayangkara Hospital 

Banjarmasin. 
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